














POSTAL RETAILING: 
changing the way | 
we do business 


A agents what the three most important 
elements in real estate are and they'll 
tell you: location, location and location. 


“And that,” says Frank 
Richards, who directs all 
postal retail marketing efforts, 
“sums up the three keys to 
successful retailing for the 
Postal Service—location, 
location and location” 

Without it, the Postal 
Service would have no 
advantage in a marketplace 
in which competitors seem 
to have every other advantage. 
Things such as price flexibility, 
discounts and major advertising 
budgets. 

“Even with our 40,000 
locations—34,000 postal-owned 
and operated—we can't sit 
back and smell the roses,” says 
Richards, director, Office of 
Retail, Philatelic and Retail 
Services Department at 
Headquarters, “or the 
competition would trample us.” 

The Postal Service has a 
two-pronged approach at the 
core of its 15-month-old effort 
to redefine retail strategies. 
The first calls for improving 
service at existing locations to 
meet customer needs. The 
second involves making postal 
services more convenient by 
taking them to the customer. 

“Everything we do must 
achieve three goals: improve 
service, increase revenues and 
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reduce costs,” he explains. “We 
have to be more aggressive in 
how we run the business and 
expand the business. The issue 
is not one of losing jobs 
because we are changing the 
way we provide service, but of 
losing the business if we don’t.” 

That's the same point 
Postmaster General Anthony 
M. Frank is driving home in 
speech after speech to business 
customers, to postmasters and 
supervisors and, recently, to 
the largest postal unions: 
“privatization (contracting 
out) is not the enemy, but the 
marketplace could be?” 

He reminds audiences that 
the Postal Service has lost 
96 percent of its parcel post 
business, is steadily losing 
market share in international 
mail and, although the 
originator of overnight delivery 
with Express Mail, now can 
claim only about a 12 percent 
share of that business. 

In a speech four months ago 
at the American Postal 
Workers’ Union President's 
Conference, the PMG told 
union leaders, “We are dealing 
with a fragile situation in the 
Postal Service. Every employee, 
union and non-union, must 
understand this—must realize 















that every customer and every 
dollar counts. Yet too many at 
every level are still doing 
‘business as usual? 

“If you think the Postal 
Service is eternal, untouchable 
that the monopoly can never 
be broken, you are wrong. We 
must ... (deal with) the 
ideology of the privatizers, the 
competition of the 
marketplace, and a rising tide 
of expectations and fears 

continued on page 4 
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On the cover: In a break with 
the past when window clerks 
were behind barred-counters 
clerk Bob Harvey st TA 
the retail tobby \ Aso 
Stamp store in the Greensboro 
NC Four Seasons Town Centre 
shopping mall to show stamp 
collecting kits to young 
customers. 





This page: ‘We've got it all 
for the customer's 
convenience,’ says Bill Paulos 
(above) Tucson manager of 
Technical Sales and Services 
sitting on an Express Mail bus 
stop bench in front of a 
(contract) retail post office 


Inset: Postal customer uses a 
prototype model of soon-to-be 
nstalled self-service mailing 


Stations for postal.4obbies 








among our customers,” he said. 
“Don’t let yourself be trapped 
in complacency and arrogance. 
Don't be like the crew member 
aboard the Titanic who said as 
the ship set sail, ‘God Himself 
could not sink this ship’ ” 

If the language sounds 
tough, PMG Frank means it to 
be. But he and other top 
postal executives, including 
Richards and his boss, Gordon 
Morison, Assistant Postmaster 
General, Philatelic and Retail 
Services Department, agree the 
Postal Service has the tools 
and resources to deal with the 
situation. These include the 
vast pool of energetic and 
talented employees, new mar- 
keting ideas and technology 
that together will ensure the 
organization achieves its goals. 
“Key among them; Morison 
says, “is providing the highest 
quality service to the public. 

“We have what it takes to 
keep the Postal Service healthy 
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and growing into the 21st 
century, Morison says. “At the 
same time, we have to keep up 
with trends in the retail 
industry to stay competitive. 
That will enable us to achieve 
our number one goal— 
convenience.” 

According to Morison, one 
way is locating contract stations 
in businesses with the critical 
downtown and shopping mall 
locations the Postal Service 
doesn’t have. “One-stop 
shopping—being able to buy a 
wide range of products in one 
location—is a new force driving 
the American retail industry. 

“Mega-stores’ national chains 
and anchor stores in major 
malls are providing many new 
services to get and keep 
customers,’ he points out. 
“You can bet that if we do 
not participate with them they 
will turn to our competitors. It 
wont be long before major 
package delivery companies 
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will have in place a retail 
network comparable -to or even 
better than ours. That’s the 
danger of not changing with 
the market and the times. 

“The fear among some 
employees that they will lose 
jobs because of our partnership 
with national chain stores to 
sell stamps and postal products 
and services is unfounded. 
Over the last 10 years the 
number of small-business- 
operated contract stations has 
grown from 5,000 to 6,000 
and there has been no loss of 
postal jobs. As the marketplace 
grows and the business 
expands, we need to be part of 
it or we will be out of it? 
Morison says. 

To accomplish this on a 
national scale, the Postal 
Service first revamped its 
structure, moving the 
responsibility for managing and 
developing new retail services 
from Operations to the new 
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Office of Retail in the 
Philatelic Department. That 
move now creates a retail 
network with ties from 
Headquarters to every window 
clerk in every post office and 
station across the country. 

Richards and his staff were 
charged with refocusing 
attention on that part of the 
company that earns revenue. 
The retail sales operations 
alone earned the Postal 
Service $10 billion in fiscal 
year 1988, almost one-third of 
its total revenue. When meter- 
setting is included, the total 
jumps to nearly $24 billion or 
two-thirds of the total postal 
earnings. 

“That income,” says 
Richards, “was received over 
the counter in sales made by 
more than 18,000 full-time 
window clerks. Every single 
clerk had a role in generating 
income for the company as 
front-line representatives with 
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“As the marketplace grows and the 
business expands, we need to be 


part of it or we will be out of it.’ 


— APMG Gordon Morison 





Making postal services more 
convenient for customers—pas- 
sengers on Washington, DC’s 
Metro subway system now can 
purchase farecards and postage 
stamps at the same time. 


our customers. They conducted 
more than three-quarters of a 
billion stamp transactions plus 
provided more complex mailing 
services.” 

Richards says that window 


clerks, with their knowledge 
and ability, are among the 
Postal Service’s most important 
and underused assets. “In fact, 
clerks are so important to a 
growing Postal Service that a 
major part of our overall 
strategy involves providing 
additional training to window 
clerks so they can offer better 
service to customers. We want 
to encourage them to use their 
skills to be our sales 
representatives, primarily for 
the large numbers of business 
customers who visit our postal 
facilities each day.” 

To some degree, this is 
happening already. In 
Los Angeles, for instance, the 
post office introduced a Lobby 


Director Program almost two 


years ago that proved so success- 


ful shortening lobby lines and 


providing enhanced service to 


customers that it was imple- 
mented nationwide in June. 

Lobby directors are specially 
trained window clerks who 
work on the lobbyside of the 
counter. They help customers 
transact business quickly by 
identifying needs and suggesting 
products or services to meet 
those needs. 

“We do everything except 
handle money,” says 20-year 
postal veteran Stella Lewis, a 
lobby director at the new 
Los Angeles General Mail 
Facility. “I enjoy providing 
better service and the 
customers really appreciate it.” 

Lewis adds she has gained a 
new perspective on the 
customers’ viewpoint now that 
she spends so much time on 
the other side of the window. 
“T’m the postal representative 
out front, and I feel like I’m 








really making a difference” 

Adds Richards, “Lobby 
directors are the first step in 
the right direction to expand 
the role of window clerks. The 
next step is to focus this effort 
to meet the needs of business 
customers. That is a step the 
Tucson Division is now 
taking—by training clerks as 
local business consultants.” 
(See story below.) 

But, a relative handful of 
employees alone cannot make 
the changes needed to expand 
the business. Employees and 
managers alike will have to 
shed the familiar old-style 
thinking—that the post office 
is the only game in town—and 
to stop fearing change. 

PMG Frank defines the 
changes as part of a three- 
point postal agenda that will 

continued on next page > 





Lobbying for business 


an like | am part of the solution, 
says Renate Fearonce the first window 
clerk to be trained as a local business 
consultant in the Tucson Division. “1 


and her co-workers at Kino Station see 





am working with a retail team that is 


building a healthier Postal Service. products available to business customers. 
“After all)” says the 33-year-old postal “When I spot these customers or after 
veteran, “The Postal Service is my life. they are referred to me by other window 
Hopefully, I'll be part of it for a long, clerks, my job is to find out what zheir 
long time” mailing needs are and then introduce 
As a local business consultant, them to the postal service or product 
earonce combines her 10 years of postal that will help them,’ she says. 
experience, her ability to talk to people Recently Fearonce explained the 
and recent marketing and sales training benefits of using bulk business mail to a 
to serve as an on-the-spot sales repre- woman she saw bring in a mailing of 
sentative at the station where she is about 300 pieces sent First-Class Mail 
assigned as a window clerk. “The woman runs a small business out of 
In a typical week, Fearonce says she continued on next page > 


Ayosyag uey Aq 010Ud 















POSTAL LIFE §& 


window clerk Stella Lewis helps customers and generates a 
professional Postal Service image. 


take the Postal Service into 
the next decade. They are 
extending the interval between 
rate adjustments, providing the 
highest quality service to the 
American people and 
improving employee relations. 

“Point two,” says Richards, 
“is our mandate for 
implementing overall retail 
strategies and setting marketing 
objectives.” 

Across the country, 

































traditional lobbies are being 
redesigned as “post offices of 


the future” in business centers, 


or modernized with high-tech 
equipment such as integrated 
retail terminals, multi- 
commodity vending units, 
auto-post mailing stations, fax 
machines, automatic teller 
machines—and new 
conveniences such as drive- 
through windows and self- 
service stamp stores with pre- 
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packaged stamps and postal 
products. 

In addition, customers can 
obtain postal products and 
services through Stamps by 
Mail, Stamps by Phone, 
Stamps on Consignment 
programs with major grocery 
and department store chains, 
contract stations, philatelic 
fulfillment by mail and at 
philatelic centers, stamp sales 


available through rural carriers, 


self-service postal units, coin- 
operated stamp resellers, and 
new stamp and farecard 
vending equipment in train 
and subway stations. 

Postal managers also are 
looking for ways to increase 
revenue by providing value- 
added service in a one-stop 
shopping environment. These 
services include introducing 
fax, automatic teller and 
upgraded copy machines as 
well as providing local and 





Post offices of the future, like this model (right), 
will include technology and design 


to provide quality service. 






long distance pay phone 
service in post office lobbies. 

“In the past,” says Richards, 
“we paid the telephone 
company to install and operate 
pay phones in our lobbies. 
Likewise, copy machine service 
has only been viewed as a 
customer convenience. 

“But today we are working 
smarter and taking advantage 
of competition. Now, phone, 
fax and copy machine vendors 
will pay us for the right to 
place and maintain their 
equipment in our lobbies. 

“Not only are these moves 
good business, but they are a 
necessity in today’s ever 
changing world,” Richards 
adds. “Competition can come 
from unexpected sources. We 
generally recognize as 
competitors those businesses in 
the expedited and parcel 
delivery market. But we face 
other equally significant 





Lobbying from page 5 
her home selling seasonings and spices 
for Mexican cooking. 

“Most of what she sends by First-Class 
Mail is actually advertising mail,” 
Fearonce says. “I discussed a number of 
options with her including bulk business 
mail, a less expensive alternative that 
would allow her to expand her business.” 

Says Deborah Grider, owner of Hot 
Stuff Chili & Spices, “I'm happy Renate 
approached me. She looked at my mail 
and then asked if I would be interested 
in saving some money.” 

Grider, whose business is less than two 
years old, says she had intended “one of 
these days soon” to find out about more 
economical advertising mail rates. 
“Renate explained how using bulk 
business mail could stretch my postage 
dollar. I’m working with the post office 
to prepare my next mailing” 

The local business consultant program 
is now the cornerstone of the Tucson 
Post Office's retail strategy. Although 
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many offices across the country are 
developing different elements of the retail 
effort, no office exemplifies the overall 
national retail effort better than Tucson. 

Years earlier the post office began to 
promote the use of contract stations, self- 
service postal units and vending equipment 
to bring service to the people. Today, 11 
classified stations, 35 contract stations, an 
aggressive Stamps by Mail Program, and 
its local business consultant/window clerk 
program form Tucson’s strategy. 

“We expanded the number of contract 
units and re-named them Retail Post 
Offices (RPOs) to more accurately reflect 
their function,” says Bill Paulos, Technical 
Sales and Services manager. “There is a 
three-to-one RPOs-to-classified stations 
ratio to offer greater postal access.” 

Using contract stations to take the 
pressure off window clerks at classified 
stations is only the first step in the retail 
plan, according to Paulos’ boss, Polo J. 
Martinez, director of Marketing and 


Communications. “The idea is to put 
stamps where individuals do most of 
their shopping. That way, the RPOs can 
handle the routine stamp transactions 
and free up our experienced window 
clerks for a more important role as local 
business consultants.” 

Martinez says that Tucson's plan is 
actually very simple—retail off-site and 
lobby-for-business. He explains, “We have 
effectively shifted a majority of all our 
stamp sales—roughly 50 percent of walk- 
in revenue—to off-site retailing. That 
includes our Retail Post Offices, Stamps 
on Consignment to stores such as the 
Safeway grocery chain, vending machines 
and Stamps by Mail. 

“As we succeed with this strategy, we 
effectively shift a majority of individual 
customers away from our classified 
stations,” he adds. “That gives us a 
greater opportunity to use our best 
resources, our window clerks, to meet the 
needs of the business community and to 
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mpetition in the retail area” _ offering postal, communication ETC, USA, a national as post office boxes, stamp 
He's talking about private and business support. And, franchise chain, or Pak-Mail, sales at cost, the wide range of 
ost office-like franchise statistics show that customers another fast-growing national competitors’ expedited delivery 
perations that have sprung up _are willing to pay for service. company, sell convenience at a options, fax, photocopy, 
locally and as national chains Places such as Mail Boxes, profit by offering services such package wrap, notary, passport 
on nie oo ___- TD photos, and money orders. 
“We are working with them 
now to sell stamps and postal 
increase business awareness and access to Morales, Commercial Accounts manager, products, but they also sell our 
automation.” worked closely with clerks to provide both competitors’ services,” APMG 
As a trailblazer, Fearonce has proven training and support for the program. Morison adds. 
the local business consultant concept can “We formally introduced our “Most of these franchised 
work. “Tucson has only one account clerk/consultants at our Target Marketing operations are in downtown 
representative who has to manage all of Expo held in July to teach local areas, business districts or 
the major business accounts. A window businesses how to get the most out of shopping malls, locations 
clerk, on the other hand, is at the their resources and their mailing dollar?” where we rarely place 
station every day taking care of a lot of | he adds. “And we announced to these traditional post offices and 
small business customers. We can see businesses a new network of early drop- stations,’ he says. “They are 
how customers transact business and off points for bulk business mail at expanding at a rate of more 
what services might help them?” stations with local business consultants. It than 1,000 stores a year. Once 
So confident is Tucson in this program saves business owners a trip to the that happens, the entire 
that the post office expanded it to nine — general mail facility and we can start our franchise operation could sell | 
stations over the summer. “We trained automation equipment earlier in the day.” out to a competitor offering a 
nine more clerks in marketing and sales Adds Fearonce, “This is the wave of retail network as good as or | 
techniques and armed them with the the future. Some clerks are afraid of the | even better than ours. 
necessary brochures, pamphlets and even _ new retail efforts and contract stations | “These businesses sell service | 
videotapes on key postal programs, because they are afraid of losing jobs. But | first and are located where the 
including optical character readability, I think it’s terrific because it expands our customers are;’ Morison adds. 
ZIP+4, pre-barcoding, and Presort to responsibilities. Window clerks are a lot “That is what we need to 
offer customers at the post office? more than just human vending machines, do and that is where we need 
e Martinez says. “Tom DeVaughan, Mailing and this program gives us a chance to | to be” « 
) Requirements manager, and Laurie prove it” = | 
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UPU CONGRESS GUIDES: 


How 102 employees from across the country who 
represent a wide variety of jobs became postal 
representatives to the world. 





















































t was a long journey for which primary languages, French (the official 
thousands of postal employees Universal Postal Congress language), 
signed up, a few hundred actually Spanish, Chinese, Japanese, Russian, 


began and only 102 finished. Portuguese, Arabic, and German. A 
There was an interim stopover at the number of guides are skilled.in more 
William FE Bolger Management Training — than one foreign language. This 
Academy in Potomac, MD in April exceptional group will be the front-line 


where the 102 learned everything they 
could about world geography, culture, 
politics, plus a little stress management, 


how to groom oneself, and the ins and 
“It didn’t seem real until | was fitted outs of getting around a big, busy city. 


for my guide’s uniform. Then | realized Their final destination, now three 


| had made-it,”’ says Brigitte Geier, months away, is the Universal Postal 
distribution clerk at the O'Hare Airport = Union's 1989 Congress that will be held 
Mail Facility. in. Washington, DC November 13 


through December 14. 

Greg Frey, a German-speaking mail 
handler from the Cincinnati, OH Bulk 
Mail Center who is completing his 
masters degree in international business, 








Anae-Louise Smalien, examination says he had to brush up on his German 
assistant, National Test Center in to prepare for the intensive testing and “| am proud to represent the Postal 
Alexandria, VA matches skills in French screening process that began in November Service,” says Sara Clemente, account 
with a training instructor simulating a 1987 and ended nearly a year later in representative in the Newark Division. 
stressful translating situation. October 1988. “I wouldn’t have missed “‘! can hardly wait for the Congress : 
ee ee the chance to participate in a major to begin.” 
international event such as this,’ he says. 
Spanish-speaking clerk Ann Reinhart representatives for the Postal Service and 


from Winchester, VA says, “It’s hard to will have daily contact with postal 
imagine being in the middle of this, the delegates from around the world. 





scope is overwhelming. But, it is a Philip and Shirley Fortier, from 
wonderful opportunity to represent the Waterboro, ME who are the only 
Postal Service and meet postal dignitaries husband and wife team among the 
from around the world.” guides, were thrilled at the opportunity 

The massive arrangements for to share the Congress experience 
sponsoring an international event in together. “It’s a once-in-a-lifetime 
which 169 countries are eligible to opportunity,” says Philip, a French- j 
participate began three years ago with a _— speaking letter carrier who also converses 
handful of postal employees at well in Russian, Turkish, German and 
Headquarters. It has now grown into a can “get by” in a few others. Adds part- 
team of 30 managers, technicians, time flexible clerk Shirley, who speaks 
specialists and secretaries. French, “I enjoy working in the Postal 


One of the most critical elements to a Service and getting a chance to represent 
smooth-tunning event will be the postal the organization just ‘tops it.” 
employee/guides selected primarily because Likewise, Elias Kashou, a Tour | 


of their proficiency in one of eight superintendent at the Anaheim, CA 
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General Mail Facility, can speak seven 
languages including French, Greek, and 
Hebrew, although he was selected for his 
skill in Arabic. “It is an honor and a 
challenge to be a guide” Kashou says. 

As with the diverse group that makes 
up the entire postal family, the 102 
guides arrived at Potomac with only their 
postal employment as a common bond, 
but quickly discovered many shared 
characteristics. For example, 49 were born 
in another country, 19 are first-generation 
Americans and 10 have spouses born 
outside the United States. 

Twenty-six guides have taught language, 
while 15 have worked as translators. 
There is one married couple, the’ Fortiers, 
and a mother-daughter team from the 
O’Hare Airport Mail Facility in Chicago, 
Catherine and Brigitte Geier, who speak 
French and German. 

The average length of postal service is 
just over nine years. Window clerk Leo 
LeBouthillier’s 45 years of service at the 
same office in Rochester, NH is tops and 
so is French-speaking Leo to fellow 
guides. “The Postal Service is an 
important organization and this is our 
chance to show the world? LeBouthillier 
says proudly. 

The guides completed two weeks of 
training at Potomac that included 
familiarization with the UPU operation, 
cross-cultural seminars, practice sessions 
on handling sensitive situations and the 
opportunity to get to know each other: 

“We wanted to create an environment 
during the training in which everyone 
would get to know each other well since 
they will be working together for nearly 








eight weeks,” says Jamie McHenry, UPU 
operations specialist. “They all seemed so 
different when they arrived, yet they 
came together as a family when the two 
weeks ended.” 

When the guides return to Washington 
October 22, they will be temporarily 
assigned to EAS-18 positions. They will 
receive two more weeks of additional 
training, and then they'll go to work 
proudly displaying their postal spirit. =. 


Photos by Dennis Whitehead 


< “This is the most exciting thing that’s 
ever happened to me,” says Gail Kohn, 
clerk at the Mid-isiand, NY Mail 
Processing Facility, (second from left) as 
she tested her translation skills in a 
mock exercise with guides Greg Frey, 
mail handler at the Minneapolis Bulk 
Mail Center (left) and Jerry Fuller, letter 
carrier, Des Moines, IA (right). 
Headquarters instructor Lea Shannon is 
speaking. 





¥ “We are going to be in the spotlight 
for five weeks says Pat Davis, (center) an 
account representative in Albuquerque, 
NM, ‘‘l want to learn as much as | can 
to do it right’’ Working with Davis are: 
(from the left) Nidia 
Del Guercio, clerk- 
stenographer from 
Scranton, PA, Davis, 
Victoria Davila, an 
account repre- 
sentative from 
Corpus Christi, TX 
and Headquarters 
instructor Connie 
Droessier. 


¥ “Being a guide 
gives me a 
tremendous sense of 
belonging,” says 
Gina Caliri (center) 
Clerk-stenographer from Sacramento, CA. 
“Each day, | get more excited about the 
Congress.” St. Paul, MN letter carrier 
George Khoury (left) and Holts Summit, 
MO clerk Jeanyne Bartley (right) 
participate in the classroom with Caliri. 
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e Express Mail eagle has lowered 
its rates, renewed its passport and 


is spreading its wings in the multi-billion 
dollar international expedited market. 

At a New York news conference in 
April, the Postal Service announced a 
new Express Mail International rate of 
$10.75 for up to one-half pound, slashing 
$7 off the old price. 

Large and small business users and 
individual customers responded favorably 
following the announcement of the rate 
change. Express Mail International sales 
rose 13 percent, generating more than 
$4 million in revenue. 

“The market’s response to our rate 
reduction on Express Mail International 
is tremendous,’ says Peter K Eichorn, 
Senior Assistant Postmaster General for 
Marketing and Communications. “I’m 
sure the $8.75 introductory rate offered 
until July 1 helped encourage many 
customers to try this service. Now we've 
got to work hard to provide the service 
customers expect and to convince new 
customers to give us a shot at handling 
their international mail.” 

Unlike domestic service that promises 
delivery overnight, most Express Mail 
International shipments reach their 
overseas destinations in one to three days. 

This rate reduction is the first of many 
changes aimed specifically at providing 
better service to customers and the 
strategy is attracting attention. Says Joe 
L. Allbritton, chairman of the board and 
chief executive officer of the Riggs 
National Bank of Washington, DC, “The 
one low rate to all foreign destinations is 
indeed a bold new step. It is a pleasure 
to know that the US. Postal Service 
continues to make innovative 
improvements in the mail service.” 

Eichorn, who calls the rate reduction 
“revolutionary,” says the pricing of Express 
Mail International came about as a result 
of “unprecedented global cooperation” 
between the Postal Service and other 
foreign postal administrations. 

The Postal Service was able to take 
swift pricing action because it did not 
have to seek approval for international 
rate changes from the Postal Rate 
Commission, the body that considers and 
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makes recommendations on all domestic 
postal rate and classification changes. 

“The international market is one arena 
in which we have pricing flexibility since 
anyone can carry mail overseas;’ Eichorn 
points out. “We have air routes that link 
us directly with most countries and we 
are a member of the air transport hub in 
Brussels, Belgium, which serves European 
countries. The network we've established 
for domestic Express Mail Service directly 
enhances the service we are able to 
provide our international customers.” 

Postal marketing officials said the initial 
reaction shows the price reduction is 
attracting large business customers in ad- 
dition to smaller companies that now find 
the world within their financial reach. 
“Small businesses generating moderate in- 
ternational mail volumes do not qualify for 
lower rates from most of our competitors,” 
Eichorn says. “Yet they need it most. 

“The international market is now the 
area of greatest potential growth. Such 
things as the economic unification of 
Europe in 1992, strong trade with 
Pacific Rim nations and the blos- 
soming of trade with the Soviet Union 
and other eastern European nations are 
all factors pointing toward international 
mail growth,” Eichorn says. “In the past 
five years, 67 countries have been 
added to the Express Mail International 
network, bringing the total number of 
nations served to 96.” 

Initial sales show multi-national 
organizations, which send materials to 
customers, branches and sales offices as 
well as to government agencies of the 
countries in which they operate, have 
been users of Express Mail 
International. Banks, stock brokerage 
firms and financial service companies, 
advertising agencies, law firms, and 
architectural and engineering firms are 
among those getting a lift from the 
Express Mail eagle. 

“When you see that a one-hour 
telephone conversation between 
New York and Paris to explain a 
30-page document costs $65 and about 
$200 to send it facsimile, Express Mail 
International is clearly a strong 
alternative; Eichorn says. = 
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Ability 
over 
& =55 
disability 
The outstanding postal 
employees with disabilities 


share strength, hope 
and courage. 














roudly he served America in 
Pivecsn and proudly he serves the 

Postal Service as this year’s 
Outstanding Postal Employee With a 
Disability. Gene Autry Jones, named after 
the never-say-die television cowboy hero, 
has lived up to that name and more, 
proving that success comes from a 
positive, never-give-up attitude. “I always 
accepted the challenges in my career?” 
Jones says. 

Jones, the Eastern Region nominee 
from the Louisville, KY Post Office, was 
wounded in Vietnam in 1965. He lost 
his right leg and partial use of his right 
arm, yet he refused to let that accident 
stand in the way of his personal life or 
success at work. 

“I owe much to the support of my very 
large postal family, to co-workers who 
were always there to spur me on to 
achieve my best,” says the 12-year postal 
veteran. 

As a supervisor of mails for the multi- 
position letter sorting machine at the 
general mail facility, his performance has 
been outstanding in the areas of quality 
control, edits and safety. And he 
consistently meets and exceeds his 
productivity goals. Jones’ positive attitude 
12 POSTAL LiFe 
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Postmaster General Anthony M. Frank presents Gene Autry Jones the award 
for Outstanding Employee with a Disability for 1988. 


and his high regard and respect for the 
feelings of others contributes significantly 
to high morale in the Louisville Post 
Office. 

Jones, who is active in his community, 
assists in coaching the Jeffersontown 
Track Club, and volunteers his time and 
money to transport students to school 
athletic functions. And, for fun, he 
restores old cars. His courage, and his 
constant efforts to excel in spite of his 
disabilities, sets an excellent example for 
postal employees everywhere. 

Jones told the audience during the 
23rd Annual Awards Luncheon in 
Washington, DC in May, “With the 
love of my family and the friendship of 
those co-workers and managers who saw 
something special in me, even when | 
didn’t, | have been able to accomplish 
a great deal in my life. I greatly 
appreciate you all” 

In presenting the awards to this year’s 
nominees, Postmaster General Anthony 
M. Frank reminded participants, “We are 
a family. We have our differences; we 
don’t always agree. But when tough times 
hit, we stick together like family.” 

An achievement of which the postal 
“family” can be particularly proud is its 
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record as a leader among all federal 
agencies for providing career 
opportunities and hiring people with 
disabilities. “Remember” the PMG 
remarked, “the support we give our 
employees with disabilities helps them 
become self-sufficient, productive postal 
workers. And, that’s good for them, for 
us and for this organization.” 

Added David Charters, Senior 
Assistant Postmaster General, Human 
Resources, “These nominees show us 
their ability over disability, and that 
obstacles do not so much build character 
as reveal it. 

“The Postal Service is proud to be part 
of building a healthy future for the more 
than 81,000 disabled veterans and the 
34,000 other employees with disabilities 
who are career employees,’ Charters said. 

Jones was joined by the honorees from 
the other regions and from Headquarters: 


Donald Ray Paul Pericle, Western 
Region, a Building Services Department 
employee at the Stockton, CA 
Management Sectional Center, began 
his postal career in 1985 as a casual. In 
his four years as a postal employee, 
Pericle has never been late for work and 
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his attendance record is nearly perfect. 
Because of a disease, phenylalanine, 
detected several months after his birth, 
he suffered irreversible brain damage and 
was not expected to develop beyond the 
mentality of a two-year-old. Fortunately, 
the words hopeless or impossible were 
not in his family’s vocabulary. With lots 
of love and patience, Pericle learned the 
skills of everyday living. Of course, none 
of this could have been possible without 
his own courage and determination to 
succeed. 





Jean Kreger, a Headquarters customer 
support specialist at the San Mateo 
Postal Data Center contracted polio at 
the age of 13, which left her paralyzed 
from the waist down. Yet she and the 
people she works with, don’t consider her 
“disabled” While someone else with 
Jean's disability might have given up, Jean 
has never allowed it to get in the way of 
job performance or any other 
circumstance. Kreger, who joined the 
Postal Service in 1984, cares for her 
80-year-old mother and still finds time to 
do volunteer work assisting the elderly 
and disabled in preparing their income 
tax returns. Jean and her husband 
Richard, also a postal employee, have 
three children. 
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William E Campbell, Northeast Region, 
a distribution clerk at Grand Central 
Station in New York City for 23 years, 
became disabled in 1946 when his left 
arm was amputated at the shoulder to 
stop a tumor from spreading. A World 
War Il veteran, Campbell is praised by 
his co-workers for being conscientious, 
hard-working, and caring. Despite 
numerous hospital stays, he has a sick 
leave balance of nearly 1,200 hours. 
Campbell enjoys bowling, and his league 
average is 142. A co-worker described 
Campbell by saying, “I never noticed his 
handicap until he asked me to sharpen a 
pencil for him? 
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Jean Kreger 


Marsha Ann Cox, Central Region, an 
MPLSM distribution clerk at the 
Springfield, MO Management Sectional 
Center was born with congenital 
deformities of her hands. Says Cox, “If 
continued on next page > William F. Campbell 
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BB portrait 
in caring 


he Postal Service is committed to 

making job opportunities available 
to people with disabilities. One aspect of 
that commitment in Louisville, KY was 
highlighted in a six-minute television 
segment called, “The Rest Is History.” 

Produced by the Kentucky Department 
of Education, the show focused on the 
Louisville Post Office and its liaison with 
the state's Department of Vocational 
Rehabilitation (KVR). The KVR calls the 
post office a shining light for federal 
agencies to follow. 

A Louisville mail handler, who entered 
| the Postal Service under this program, 
| enthusiastically endorses it in the TV 
| segment. Says disabled veteran Don 

DeLozier, “I was given a chance and now 
the rest really is history. | worked in a 
restaurant—performing mostly unskilled 
work at minimum wage for almost 17 
years. Now, I’m a career postal employee.” 
| Adds Laura Hastings, Louisville 
Division personnel assistant, “I will 
always remember reviewing with him his 
| new job responsibilities. He was so happy 
to have a real opportunity to make a 
difference. He was so proud.” 

Kentucky was one of the first states to 
be certified a year ago under new Postal 
Service guidelines for hiring people with 
disabilities, and the Louisville program has 
flourished under the guidance of Division 
General Manager/Postmaster Jim Syers and 
Fran Macy, manager, Human Resources. 

In addition to working with the KVR 
and veterans’ groups, Macy has developed 
videos and other sensitivity training 
programs for managers and supervisors. 

So respected is the division's efforts in 
this area that it was recognized during 
the May awards luncheon in Washington 
that honored postal employees with 
disabilities. 

Former Deputy Postmaster General 
Jackie A. Strange, now president and 
chief executive officer of the Dole 
Foundation, presented the Louisville 
Division and Syers with the Foundation's 
continued on next page > 
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Executive Leadership Award for 
outstanding effort in providing job 
opportunities to people with disabilities. 

The Postal Service began implementing 
new guidelines two years ago to hire 
people with targeted disabilities for 
noncompetitive employment. The 
guidelines require only one 90-day 
probationary period and spell out the 
procedures agencies must follow when 
making referrals. 

The Postal Service considers each 
application case by case. Larger offices 
often can make greater accommodations 


than a smaller office in which people 
Photo by Sam Tsunoda 


Louisville Division General Manager/ 
Postmaster Jim Syers accepts recognition 
for the division from former Deputy 
Postmaster General Jackie A. Strange. 


must sometimes be able to do everything. 
Flexibility is the key; there are no hard 
and fast rules. 

KVR’s Steve Henley calls the program, 
“The most exciting thing to come down 
the pike in years. The great thing is that 
the Postal Service is making a super 
concentrated effort to hire our clients.” 

Although statistics show that the 
program is surpassing established national 
goals, that is only part of the story. Syers 
says of those hired under the program, 
“They make excellent employees...a very 
compassionate group. Wonderful to deal 
with. They are excited and appreciate 
the opportunity to be part of our 
work force” = 
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you believe in yourself and do your best, 
then you are capable of reaching all your 
goals.” Reaching her goals is exactly what 
she has done. Against the advice of her 
vocational rehabilitation counselor who 
wanted her to attend trade school, Cox 
insisted she wanted to work for the 





Marsha Ann Cox 





Gonzalez 





Postal Service. He told her that her 
disability would make landing a Postal 
Service job virtually impossible. Cox not 
only got the job with the Postal Service 
in 1986 as a distribution clerk; she 


finished her keyboard dexterity training c 
in six and a half hours, one-third the ( 
normal qualifying time. Since June 1988, 

she has keyed the mail with 100 percent 
accuracy. Cox has a long-range goal with : 
the Postal Service of becoming a coordi- ( 
nator for the Employment of People with 


Disabilities Program and already has | 
begun training through correspondence . 
courses. In the meantime, she continues 

to prove that a physical disability is 

nothing more than a state of mind. 


David G. Gonzalez, Southern Region, is 
a supervisor, mails and delivery at the 
Fort Worth, TX General Mail Facility. A 
Marine veteran who served in Vietnam, 
Gonzalez began his postal career in 1971 
as a custodian. He was promoted to mail 
handler in i972 and less than 10 years 
later to a supervisory position. “I always 
believed that anyone can do anything 
they want if they put their mind to it)’ 
he says. Tragedy struck in 1985 when 
Gonzalez suffered an aneurysm of the 
brain and a stroke that paralyzed the left 
side of his body. He struggled to re-learn 
how to do the things most of us take for 
granted and seven months later, still 
battling to regain some control of his 
paralyzed body, he returned to work. He 
was assigned to supervise the 
development and implementation of 
several training programs for city and 
rural letter carriers. His efforts, which 
produced outstanding results and 
substantial savings to the Postal Service, 
would be noteworthy accomplishments for 
any employee, but are particularly so for 
Gonzalez, whose disability requires deep 
concentration to do and comprehend 
things that used to come easy. Although 
he must at times wear back and leg 
braces, last November, Gonzalez achieved 
another hard-won goal. He turned his 
walking therapy in recovery into an 
interest in running. He completed the 
New York City Marathon in seven hours 
and 47 minutes. Gonzalez is known for 
his uncommon courage and spirit of 
determination. = 











Meet the 


USPS Governors 


This is the second in a series of articles 
designed to introduce members of the Board 
of Governors to postal employees. 

The nine Govemors are appointed by the 
President with the advice and consent of the 
Senate. They, and the Postmaster General 
and the Deputy Postmaster General, equals 
with the Governors on the Board, review 
the policies and practices of the Postal 
Service and establish its basic objectives and 
long-range goals. 


Norma Pace 

“In any business, the name of the 
game is to control costs,’ says Governor 
Norma Pace, a partner in Economic 
Consulting and Planning, Inc., an 
economic counseling and strategic 
planning firm in New York City. 

“The problem of cost management isn't 
unique to the Postal Service. It is a 
major concern for all businesses,’ says 
Pace, who was appointed in May 1987 to 
a term that runs until December 1994. 
“It is, however, a critical issue for the 
Postal Service.” 

Pace has extensive experience 
forecasting business conditions and 
analyzing other situations that 
influence the performance of the 
economy. So, measuring the return on 
investment of the Postal Service's 


Governor Crocker Nevin 
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automation program is very 
important to her. 

“The Board has encouraged 
management in all its efforts to 
automate and mechanize. The 
Governors have voted for all 
these capital investment projects, 
but the expected impact on 
workhours is not responding as 
rapidly as management had 
planned,” she says. 

“This raises two questions: 
Were the original goals realistic 
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and, given this reassessment, 
what are new, more realistic 
goals to judge the value of the 
automation investment?” 

Pace says the Governors want to see 
linkage between investment and 
productivity because they feel the 
predictions of labor savings may have 
been too optimistic. “Automation hardly 
ever saves money, but it should help 
handle greater volumes with increased 
productivity.” 

The Board also has to step back now 
and take a closer look at the Postal 
Service's organization. “When the Postal 
Service was reorganized almost 20 years 
ago, many systems were inherited,” she 
explains. “Governors need to ask from 
time to time if there is a need for a mid- 
course correction in the way 
the Postal Service is 
structured. It is our 
responsibility to focus on the 
long-term needs, not just of 
the Postal Service, but the 
long-term postal needs of the 
American people” 

Governor Pace graduated 
from Hunter College and has 
done graduate work at 
Columbia University. She has 
served on advisory 
commissions for the past 
three Pyesidents, is a trustee 
of the Committee for 
Economic Development, a 
director of the US. Chamber 
of Commerce, and a director 


on the boards of several 
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Governor Norma Pace 


major companies. She is a faculty 
member of the Columbia University 
Graduate School of Business. 


Crocker Nevin 

All the Governors bring varied private 
business and public service experiences to 
the Postal Service, but Governor Crocker 
Nevin's perspective is unique—not only 
does he have an extensive background in 
banking, finance, industry and community 
service—he was here at the beginning. 

A charter member of the Board of 
Governors, serving from 1971 until 1977, 
Nevin was appointed a second time to 
the Board in 1986 for a term that expires 
in December 1992. 

“It was cumbersome to turn the Postal 
Service around. We were trying to create 
a ‘businesslike’ public service?” says Nevin, 
chairman of the board and chief 
executive officer of CF&I Steel 
Corporation. “In the early days, 
reorganization reversed the trend of 
steadily increasing employment. Once we 
achieved a relatively constant employ- 
ment level, we were able to get the 
Postal Service off the government dole?” 

Bringing to bear the insight of those 
early days, Nevin cites the need for all 
segments of the postal community, 
especially mailers and postal employees, 
to recognize that the future of the Postal 
Service is not guaranteed. 

“There are so many constituencies 
interested in the Postal Service and the 

continued on next page > 
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Meet the Governors 
from page 15 


focus of many of these groups is 
far too narrow,” he says. “Postal 
employees need to realize that if 
we don’t meet the demands of 
the competitive marketplace, 
someone else will fill the void. 
They have to learn from the 
loss of the parcel post and 
expedited delivery businesses. 
Whenever the Postal Service 
has faced real competition, the 
Postal Service has lost and that 
has to change. 

“Wholesale privatization may 
not be facing the Postal Service 
as it was a few years ago, but a 
range of communications and 
delivery alternatives could 
whittle away at various products 
and services.” 

Nevin sees challenges ahead 
for the Postal Service, but also 
the opportunity to meet them. 
“The Postal Service is a far 
better-run organization than it’s 
given credit for being,” he says. 
“In 18 years, the Postal Service 
has changed rates at or below 
the inflation rate. I'd like that 
record to be better, of course, 
but all we can really do is keep 
whacking away at the pennies 
and hope to save some dimes.” 

A native of Tulsa, OK, 
Governor Nevin graduated with 
high honors from Princeton 
University and served as an 
officer in the U.S. Naval Air 
Corps from 1942 to 1946. He 
spent much of his business 
career with Marine Midland 
Bank, becoming president in 
1966 and chief executive officer 
in 1968. He also served as 
vice-chairman of the board of 
Evans Products Company, a 
manufacturer of rail cars, 
construction materials and 
operator of Grossman's building 
supply chain. = 
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here's something about a marching 
b 


and that turns an ordinary meeting 
into an event, about the sight of the 
proud musicians and the sound of 
favorite melodies that warms the heart 
and kindles special memories. That’s 
what the New York Post Office Band has 
been doing since its inception in 1917. 

The band enlivens citywide and postal 
celebrations and parades. One of very 
few city post office concert and marching 
bands, it has marched throughout 
New York City in parades honoring 
Columbus Day, Afto-American Day, 
Puerto Rican-American Day, Memorial 
Day, Martin Luther King, Jr. Day, 

St. Patrick’s Day, Flag Day and other 
special occasions. Over the years, the 
number and names of the members have 
changed, but the enthusiasm, dedication, 
and professionalism have not. 

The list of events in which the band 
has participated represents a history of 
the city it honors. The band has 
marched in the parades honoring 
returning World War II heroes like 
General Douglas MacArthur and then 
General Dwight D. Eisenhower. In 1939 
and 1964, band members participated in 
World Fairs held in New York, and they 
have participated in ceremonies honoring 
many world leaders. Like the Postal 
Service itself, the band serves in rain 
and snow. 

Dianne Todd, New York City’s 
communications manager, says, “They're 
great. We use them all the time. The 
post office provides their snappy blue and 
gold uniforms and gives the members 
administrative leave to practice one day a 
month, usually the Friday before an 
event. They are wonderful for community 
relations, enhancing our public image.” 

According to Todd, “Most of the band 
members are long-time craft employees, 
coming from a wide variety of jobs. 
They're a positive, proud group. Whether 





Strike 
up the 
band 


they're playing far away, on our front 
steps, or in the lobby, for special events 
or holiday celebrations, we always get 
compliments about them.” 


Guiding, force 

The band’s conductor, Oliver “Ollie” 
Best, a 38-year postal employee, has been 
a member since 1951 and its guiding 
force for nearly 20 years. A supervisor of 
mails and delivery at New York's 
Triborough Station, Best was born in St. 
Thomas, Virgin Islands. He played in 
both the U.S. Navy and U.S. Army 
Reserve Bands. After leaving the Navy, 
he joined the 305th Army Reserve Unit 
in Brooklyn where he joined the band 
and served as its conductor. He was in 
the reserves until he turned 60, retiring 
then as Sergeant First Class. 

Best, who turns a youthful 76 this 
August, remembers the first time he 
conducted the band. It was 1971, and 
the band was to play on the steps of the 
New York General Post Office to mark 
postal reorganization. The previous 
conductor became ill and could not 
make the ceremony. Best took over the 
band and has been its director ever since. 

For Best and the other band members, 
it is a labor of love. There are currently 
35 members of the band, four of whom 
have been members more than 30 years. 
Some of the musicians are professionals, 
others are not. “Of course)” Best says, “all 
are postal employees. The complement 
includes letter carriers, mail handlers, 
clerks, and three supervisors. While 
much about us has changed, the band’s 
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Members of the New York Post Office 
band pose in full concert dress on the 
steps of the city’s general post office. 
(Inset) Conductor and now retired 

supervisor Oliver Best leads the band. 


spirit has not. They really are a dedicated 
group. We know the post office counts 
on us. When we play, we attract a crowd. 
People know something special is going 
on. We also enjoy parades. Even when 

it rains. One February, we went to 
Holyoke, MA for a parade and marched 
in the snow. 

“We just love making music; he adds. 
“We enjoy pleasing an audience. One of 
my personal favorites is our rendition of 
Glenn Miller’s ‘American Patrol? And, 
we also play the music from great shows 
such as ‘South Pacific’ and 
‘My Fair Lady?” 

Despite schedule problems, vacation 
plans, busy work and personal lives, this 


— 
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band plays on, bringing plea- 
sure to those who want to 
hear it. 


Editor’s note: Oliver Best 
suffered a stroke earlier this 
year and is recuperating at 
home. Although recovering, 
he decided to retire from the 
Postal Service. We send him 
our best wishes for a 
continued recovery and a 
long and happy retirement. = 
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To Russia 
with love 


lint McCormick, a letter carrier in 

Monterey, CA turned a marathon 
run in the USSR into a burgeoning 
Soviet-American letter exchange between 
citizens of the two countries. 

A seasoned marathoner who enjoys 
running between stops on his postal 
route, McCormick says when he heard 
about the 8th Annual Moscow 
International Peace Marathon he had a 
“flash of insight” about the potential for 
peaceful relations to be gained from 
people touching each other’s lives. He 
would participate in the marathon 
wearing his postal uniform and carrying a 
pouch full of mail, distributing peace 
letters along the route. 

To make it happen, the rather shy and 
quiet family man, inspired by his 
ambitious plan, solicited financial help 
and peace letters through media outlets 
and civic groups. The response was 
disappointing until a columnist for the 
widely read San Francisco Chronicle 
publicized the appeal. Soon, McCormick 
had received enough money for his ticket 
to Moscow, about $3,200. And the 
letters poured in, 10,000 of them from 
Americans of all ages. 

“I read every one?” he says. “I had to 
be sure none of them were unkind, and 
they weren't. Every one expressed 
exquisitely poignant sentiments.” 

His postmaster, Charles Vandagriff, gave 
him permission to wear his postal 
uniform during the Moscow run, and he 
set off August 7 with some 250 pounds 
of letters in his luggage. 

As his group of 30 US. runners joined 
3,700 others in Moscow, his suitcase 
stuffed with letters passed through 
Russian customs without a hitch. Worried 
about how to distribute 10,000 letters 
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when his satchel would carry only a 
portion, he made friends with one of his 
groups translators. “He helped me make 
some signs saying ‘Letters of friendship 
from Americans—please take one if you 
want to write back. Thanks: ” 

The day of the race dawned sunny and 
hot. McCormick left 2,000 of his letters 
at a subway station and 4,000 at a Young 
Pioneer camp and peace fair in Kiev 
with signs explaining their purpose. “At 
the subway | was mobbed?” 
he says, “Russians took 
the letters, shook my 
hand and patted me on 
the back.” 

When the race began, 
he was carrying the 
remaining 4,000 letters in > 
his pouch. Wearing a 
“letter carrier” sign on his 
back he passed out all the 
letters and completed the 
26-mile race, walking to 
the finish line, tired and 
happy. “I just can’t 
describe the joy that came 
from those brief 
encounters,’ he says. 
“People are the same ad 
everywhere when you get 
to know them.” 
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Letter carrier Clint 
McCormick delivers a 
message of peace and 
friendship in the heart 
ot Moscow. 
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After almost a year, the letter exchange 
has grown so much, McCormick is 
asking philanthropic organizations for 
help in collecting and forwarding them 
to Kiev. “Now that the lines of 
communication are established, we don't 
want to drop the ball?” he says. 

Anyone interested in the pen pal 
project may contact McCormick at P 0 
Box 1975, Monterey CA 93942-1975. « 
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A™ record 
Kenny Lyon rode his 


motorcycle into the record 
books at the Bonneville Salt 
Flat Motorcycle races when he 
set a new world land speed 


é¢ 


oney-back 
guarantee” 

Letter carriers in High Point, 
NC knew they were doing a 
good job, but they decided to 
try to improve their good 
service record by offering a 
“money-back guarantee” on 
delivery. They pledged to give 
their customers a quarter for 
every piece of misdelivered mail. 

The quarter-back guarantee 


Photo by Gerald Merna 





record of 197.121 mph, break- 
ing the old record of 183.983 
mph set in 1983. 


An electronic technician at 


the Long Beach, CA General 
Mail Facility, Lyon set the 


record 
with a 






4” uw 


Model K100, 1000cc motorcy- 
cle that he built himself. He 
also holds the world record for 
750cc motorcycles. 





idea was designed to show customers that their carriers were committed to providing good service 
and eliminating misdeliveries. “Our number one complaint was misdeliveries;’ says letter carrier 


Ricky Paschal, “so we thought if we guaranteed our service and backed it up with a refund out of 


our own pockets, we could stop them.” 


The program began last December with the mailing out of a guarantee card to every customer on 
the 28 participating carrier routes. Customers who received misdelivered letters simply filled out the 


Me gets new editor 
Postal Life’s new 


editor is no stranger to the 
Postal Service. A 13-year postal 
veteran, Pamela York brings 
more than a dozen years of 
communications experience to 
the position. Her credits in- 
clude stints as a newspaper 
reporter and in public affairs in 


Tucson, AZ, her adopted 
hometown, and at postal 
Headquarters as editor of 
several newsletters and 
magazines in Communications 
and the Inspection Service. 
“Perhaps my most valuable 
experience in the Postal Ser- 
vice was the opportunity to 
learn the organization from the 
inside out—as a letter sorting 
machine clerk and a letter car- 
rier. That brought me in 


contact with many hard- 
working postal employees, an 
experience which colors 
everything | write about this 
organization and its people?” 
York says. “I look forward to 
continuing the tradition of 
sharing the personal and 
professional successes of 
postal employees as well as 
major issues confronting the 
Postal Service” = 


Lyon got an early start in 
racing. His first competition, 
which he won, was a soap box 
derby with a car that he built 
with the help of his father. He 
got interested in Salt Flat rac- 
ing in 1977 when he worked 
as a crew member for a world 
champion racing team. His 
first competition at Bonneville 
was in 1981 in a twin-engine 
Harley he built himself. 

Lyon joined the Postal Ser- 
vice as a general mechanic at 
the Los Angeles Bulk Mail 
Center, in part to help pay for 
his expensive hobby. He uses 
his mechancial skills both on 
the job and on the track.» 


card and dropped it in the 
mail. The carrier then delivered 
a quarter back to the 
customer, along with a new 
card. 

High Point carriers have 
delivered more than five 
million pieces of mail since 
the program started and have 
only had to return $18.25 in 
quarters. “We think that’s a 
remarkable record)” says 
postmaster Enola Mixon. “Ac- 
tually, we have received more 
cards back complimenting our 
carriers than we had cards re- 
questing refunds.”s 
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Golden rule 
Dear Editor: 

I am a letter carrier in Tulsa, OK. My 
postal career began in March 1979 so I 
have been receiving Postal Life for some 
time but have only recently discovered it. 
It is a fine publication and | congratulate 
you on it. My letter concerns the morale 
of the USPS employee: craft, administra- 
tive, and managerial. We hear over and 
over how we are all in this together and 
we all agree on that. Yet we are con- 
stantly attacking each other in disputes 
that more often than not stem from 
personality differences or misunderstand- 
ings rather than violations of procedure 
or instruction. We all know the 
“GOLDEN RULE” and yet we don't 
follow it. I, too, am guilty and far from 
the perfect example. We must address 
this problem of our work environment 
and promote honesty and integrity at all 
levels of postal operations. Lip service 
alone will not change things for the 
better. We have the power to build an 
operation on which the private sector 
could not hope to improve. All it takes 
is a personal commitment to do our best, 
and to try to think before speaking or 
making decisions that affect our 
coworkers. Quick, harsh, and poorly 
chosen words and deeds are destroying 
our trust in each other as well as our 
loyalty to the USPS. Poor morale has 
caused the defeat of nations. Both craft 
and managers must realize that we hold 
our future in our own hands, our morale 
can make us or break us. 


Ron Ogan 


Letter carrier 


Tulsa, OK 


Governors draw fire 
Dear Editor: 

I always enjoy Postal Life but photos 
like the one on page 7 (Spring issue) 
upset me, as do stories like the one on 
USPS Governors. All national managers 
and Governors are male. Virtually all 
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major-market postmasters are male, etc., 
etc. You said it, autocratic? sexist? 


And how! 
Nicki Lang 
Mark-up clerk 
Seattle, WA 


Editor’s Note: You are right that the 
Postal Service, like many organizations in 
this country, is top heavy with males; 
however, we are making progress. Two 
members of the current Board of 
Governors are women—Susan Alvarado 
and Norma Pace [who is profiled on 
p.15], as is our new boss, Deborah 
Bowker, Assistant Postmaster General for 
Communications, and two other top 
executives Karen Uemoto, Assistant 
Postmaster General, Technology Resources 
Department, and Ann Robinson, Postal 
Consumer Advocate. 


Dear Editor: 

This response concerns your Spring 
1989 issue. “Meet the USPS Governors” 
was truly a slap in the face to any postal 
employee. How dare you print the picture 
of Postal Governor John L. Ryan, much 
less glorify him! This man seeks to 
destroy the USPS. Privatization, which 
Ryan supports, should be a red flag to all 
postal employees. 

Riley W. Twiss, Sr. 
Letter carrier 
El Cajon, CA 


Editor’s Note: We were not endorsing or 
“glorifying” Governor Ryan's views on 
privatization; we were simply stating 
them. Since Mr. Ryan serves on the 
Board [see p. 17 for a profile of two more 
Governors] that sets policy for this 
organization, it seems preferable to know 
how he and his fellow Governors stand 
on the issues rather than to remain 

in ignorance. 


Sharing our successes 
Dear Editor: 

I am writing this letter concerning 
your article on “Working together 
Works” in the Spring issue. With 6,000 
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work teams, 1,000 facilitators and more 
than 150,000 people receiving training, 
the Postal Service clearly supports 
EI/QWL. There are many success stories 
throughout the service, but are these 
stories getting out to other facilities? It 
seems to me that if a work team is 
successful, the solution or idea should get 
out to the rest of the organization. 
Everyone has heard about the cosmetic 
items, but how many facilities know 
about vertical flats in the carrier section? 
Is EIQWL just out re-inventing the 
wheel or will they find a way to inform 
the Postal Service about all the success 
stories and will the Postai Service be 
allowed to use these ideas to save money? 


Frank Buseaino, Jr. 
Postmaster 
Cedar Knolls, NJ 


Dear Editor: 

I read with interest and envy the 
article in the Spring issue regarding the 
EI/QWL process. When I inquired why 
other crafts were not offered this 
opportunity to participate, I was told the 
unions for those crafts would not allow 
it. Something's not fair somewhere. Does 
the union (for each craft) speak for all 
members and non-members? 

Can you explain this situation and let 
us know if this program will ever be 
available for other craft employees? 

Dibba Byars 
PTF clerk 
Hom Lake, MS 


Editor’s Note: All national employee 
unions were offered the opportunity to 
participate jointly with the Postal Service 
in EIQWL. To date, unions representing 
the letter carriers, rural letter carriers 

and mail handlers chose to do so while 
the union representing clerks has chosen 
not to. 
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Help at all hours 
Dear Editor: 

I am a postal worker who reads this 
magazine. The literature you print is very 
interesting, but there is something | wish 
you would print more often — 
information on the hazards of using drugs 
and alcohol in the workplace. 

It is happening every day, 24-hours-a- 
day, seven-days-a-week, at the facilities 
that are open all night. I know the 
Postal Service has an Employee 
Assistance Program (EAP), but it is not 
open to these people who work late at 
night. | know how hard it is for someone 
who is on drugs and alcohol to come 
forward and ask for help. I was in this 
position four months ago, and it took a 
long time for me to come forward and 
ask for help, but I did it and they 
extended their hand and helped me find 
a better way. 

I wish I could help some of these 
people. | can’t, but the Postal Service 
can. You can do it by having the EAP 
office open all night or by publishing a 
phone number for those who want help. 

My suggestion to your magazine is that 
you publicize the hazards of drugs and 
alcohol in all your issues and not just 
once in awhile. This is a very serious 
problem, please help out. 

Paul Nappo 
(Craft & city unknown) 


Editor’s Note: The Winter 1988 issue of 
Postal Life magazine carried a cover story 
on employee drug and alcohol abuse and 
where people could turn for help. In 
addition, Postmaster General Frank this 
year directed appeals in letters and 
pamphlets sent to employees’ homes to 
encourage those with drug or alcohol 
problems to seek help through the 
Employee Assistance Program. 


It’s a two-way street 
Dear Editor: 

Your article published in the Spring 
issue of Postal Life entitled, “One-stop 
shopping,” brought to mind an item of 
interest. Assistant Postmaster General, 
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Philatelic and Retail Service, Gordon 
Morison said, “Sears aggressively 
promotes use of on-site mailing 
convenience of parcel post, Express Mail 
and Priority Mail through its internal 
‘shop and ship’ advertising.” 

I agree that these contract postal units 
are advantageous to the Postal Service 
but using Sears stores brings up one 
question. Why, when purchasing items 
through their catalog department, do 
they ship their merchandise via United 
Parcel Service even when parcel post is 
specified? It seems to me, if we allow 
Sears to have contract stations, we 
should insist on their business, also. 


Timothy Tessman 
Electronic technician 
Minneapolis/St. Paul BMC 


Employee art praised 
Dear Editor: 

This letter is in regard to our postal 
calendar we receive in Postal Life. | am 
proud that it is our calendar, produced 
very professionally by postal employees for 
postal employees. 

Besides the day and the month, of 
course, it features our holidays, paydays, 
and reminders about mailbox 
improvement week, cleanup week and 
other postal events. That makes this 
calendar, unlike any other, very pertinent 
to our job. 

Every day I look at it, I consider the 
beautiful pictures by employee artists to 
be an oasis in a desert, a very positive 
influence for all of us. 


Linda Stanaland 
Letter carrier 
Wimauma, FL 


More puzzles 
Dear Editor: 

I always get hold of my Postal Life 
magazine issue—the part I love most is 
the puzzle game. Will it be possible to 
have a page just for that? 


Maria DeLeon 
Distribution clerk 
Clifton, NJ 
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Giving credit 
Dear Editor: 

With each issue of Postal Life 
improving lately in content and format, | 
have thought about writing to you but 
procrastinated. 

I read and enjoy your articles of 
interesting and exciting people in the 
different offices around the United States 
particularly in the west and mid-western 
states. The list of these individuals goes 
on and on, how postmasters, supervisors, 
letter carriers and clerks do a fine job 
within the Postal Service and are a credit 
to the Service and the community. 

This letter has nothing to do with 
anything spectacular that anyone has 
done. I just would like to give credit to 
a great bunch of individuals with whom 
I work. 


Cathy L. Zehner 
Distribution window clerk 
Allison Park, PA 


EDITOR’S NOTE: Our apologies to 
Governors Robert Setrakian and John L. 
Ryan. In the Spring issue of Postal Life, 
in the “Meet the USPS Governors” 
article, we inadvertantly switched the 
names under the photographs of the two 
men. 
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The good side, 


the bad side < s 
and THE FAR SIDE 


( a Gary Larson*is known for his 


unusual way of looking at life and for 





























his ability to shed a humdrous light on our 
common experiences. His animal creations, 
who dress and act like people, puncture our 
view of ourselves as the earth's chosen 
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creatures. 

In the world he creates in his cartoons, 
syndicated in more than 200 newspapers 
nationwide, Larson’s animals often outsmart 
their so-called and sometimes foolish 
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masters. They teach us that we are all in this 
together, and that huntans are just another species on 
earth’s precarious landscape. 

In this series of four cartoons, Larson imagines the 
conflict between dog and letter carrier from the dog's 
point of view and allows us for a-moment to laugh at 
far-fetched scenarios between these age-old adversaries. 

Dog bites are no laughing matter, but sometimes 
humor can teach us a new way to look at our 
problems. And perhaps, by giving dogs the upper 
hand in his cartoons, Larson reminds us that dog 
bites are usually the fault of irresponsible and careless 
owners, not vicious dogs. 


© 1984 Universal Press Syndicate 
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Safety first 

Having a sense of humor and laughing at 
these improbable situations in no way lessens 
the overall importance of employee safety and 
the value.she Postal Service places on the 
health and well-being of all employees. 

Over the past three fiscal years, carriers, 
supervisors and managers working with local 
governments and community action groups 
and through the judicial system -have 
successfully raised public awareness about the 
problem—and in some instances they were 
influential in having local laws changed—to 
make it safer to deliver the mail. 

Three years ago, 4,443 letter carriers suffered 
the physical pain and emotional trauma of dog 
bites. Last year that number dropped to 2,781, 
bur that’s still 2,781 dog 
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bites too many. This year’s statistics 
also tell us that we cannot let our 
guard down. Midway through fiscal 
year 1989, the number of letter carriers 
injured in attacks is on pace with last 
year's figures. 

The need to educate the public 
about the importance of controlling 
pets remains as critical this summer. as 
in summers past. The so-called dog- 
days of August may be among the 
hottest and longest of the year, but we 
need to try to make them among the 
safest, 

Even the characters in Gary Larson's 


Imagination would agree with that. = 
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